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The Challenges We Face 1 n Tode

> User experience counts Ailn 2009, I T f

problem of cutting
costs without affecting

the productivity of
> Every user matters business users

Forrester, March 2009

> Every transaction counts

> Every transaction has a dollar value
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eeting Challenges in an IT - Dependent Economy
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Meeting Challenges in an IT - Dependent Economy
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Ef fecti ve Management

Systems and Databases
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Need service models to understand how availability and performance issues impact the business
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Understanding the Managerial Challenge

If there are problems,
do | know that the right
staff are addressing them?

How are my key services
doing today?

Is the quality of my key If so, are the right staff
services at risk? working to eliminate risk?

How can | justify
How can | best justify new Infrastructure investments
staff or reward them? to assure quality of current
and new services?

How do | end firefighting and finger - pointing?
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Where Do | Start, or Where Do | Build Upon?

Service Assurance Management requires a strong Infrastructure and Application Management Foundation

9 Copyright E ZmCA



